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Abstract 
The subject of thesis is a complex suggestion of personal activities covering 
acquisition, selection, adaptation and evaluation of employees in the travel agency.  In 
the theoretical part of the thesis is made literature review of elected activities from the 
area of human resource management. In the practical part of the thesis is made analysis 
of policies and practice in the real travel agencywork. Findings are reflected in 
komplex proposals how to improve concrete personal activities covering acquisition, 
selection, adaptation and evaluation of employees in the travel agency 
 
Keywords: personnel management, recruiting, selection and evaluation of 
employees, planning human resources, job position 
 
 
 
 
 
Abstrakt 
Předmětem diplomové práce je komplexní návrh personálních aktivit zahrnující 
získávání, výběr, adaptaci a hodnocení zaměstnanců v cestovní kanceláři. V teoretické 
části je vysvětlena základní terminologie, metody a činnosti, které se vztahují 
k problematice řízení lidských zrojů ve firmě. Na základě analýzy konkrétních činností 
z oblasti lidských zdrojů ve vybranné cestovní kanceláři jsou navrženy činnosti a 
opatření, které se stanou součástí personálních aktivit probíhajících v cestovní 
kanceláři.  
 
Klíčová slova: personální management, získávání, výběr, a hodnocení zaměstnanců, 
plánování lidských zdrojů, pracovní pozice 
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Introduction 
Better recruitment and selection system, proper adaptation of employees and 
transparent methods of employees evaluation result in improved organizational 
outcomes. The importance of human resource management as a “soft” factor welfare 
organization within the meaning of management trends have been seen with increasing 
intensity.  
 
Most employers recognise the fact that their employees are their greatest asset, and the 
right recruitment and induction processes are vital in ensuring that the new employee 
becomes effective in the shortest time. The success of an organisation depends on 
having the right number of staff, with the right skills and abilities. Organisations may 
have a dedicated personnel/human resource function overseeing this process, or they 
may devolve these responsibilities to line managers and supervisors. 
 
Whatever the economic climate, the human resources planning process is by no means 
simple. Organisations need to predict their human resources requirements (eg. 
numbers, skills and levels of responsibility) in accordance with future corporate 
objectives. Even if it is obvious that fewer employees will be required in the future 
than currently, it is lighly unlikely that a recruitment freeze could be effective for an 
extended period of time if the organisation is to remain viable. There are many factors 
to be taken into consideration (eg existing skills, training and development provision, 
career progression and labour turnover), and it would be an unusual - and fortunate - 
employer that did not need to look at the external labour market to “buy in” new skills 
and abilities for key posts. 
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1 Aim of the Thesis 
 
At the travel agency (TA) market in the Czech Republic is increased competition 
especially after the entry of big companies such as TUI, Neckermann. To approach the 
situation in the tourism industry can benefit from the following statistics: when taken 
into account the indirect effects of tourism (eg the establishment of other services), 
then the volume of the tourism product is about 13% of GDP and the employment of 
12%, these figures are slightly above the EU average (12). Compared to 1993, the 
value of the tourism product in the CR increased 2,5 times (2,9 times, when including 
indirect effects) in USD, but when converted to CZK is it only ¾ of growth which is 
around 1% p.a. higher growth than GDP growth. In the last 2 years this sector has been 
strongly affected by economic recession and now is recovering slowly. 
 
One of possible way of increasing competition in the travel agency market is 
improving service quality of TA through increasing service quality travel agencies 
through improved company operations personnel. 
 
The aim of this diploma thesis is to make a complex suggestion of personal activities 
in supporting the travel agency's competitiveness. 
 
To achieve this aim will be done through a deep literature review from human resource 
management area (HRM), than to implement the analysis of current activities in the 
area of HRM in the TA and on that basis suggest appropriate personal activities in 
supporting the travel agency's competitiveness. 
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2 Theoretical Backgrounds 
 
Theoretical part is the starting point for further analyses and development of this 
thesis. The first part is going to be focused on the human resource management (HRM) 
activities: 
 Acquisition 
 Selection of employees 
 Adaptation of employees 
 Evaluation of employees 
 
Explanations what are the factors influencing the HRM is done next. In the second part 
diagnostics theories and analyses methods of HRM processes are going to be 
described. 
 
 
2.1 The recruitment process 
Generally recruiting people who are wrong for the organisation can lead to increased 
labour turnover, increased costs for the organisation, and lowering of morale in the 
existing workforce. Such people are likely to be discontented, unlikely to give of their 
best, and end up leaving voluntarily or involuntarily when their unsuitability becomes 
evident.  The first step to recruit a suitable employee for a concrete job position is a 
good job specification 
  
 
2.1.1 Job analysis and job specification 
There will be concentrating on the role of job analysis in recruitment and selection, but 
it is worth pointing out that it is also relevant to work design, organisation structures, 
job evaluation, the identification of training needs and performance management 
issues, especially the setting of objectives.  
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In order to acquire information about a job and the skills and qualities required of a 
person suited to that job, we need first to carry out a thorough analysis of the job and 
its organisational environment. There are various techniques for so doing, and these 
include observation, interviews, group discussions, reviewing critical incidents (where 
interviewees are asked to focus on aspects of their behaviour which make the 
difference between success and failure), questionnaires and work diaries. Each has its 
own advantages and disadvantages as demonstrated in Table 2.1. 
 
Technique Main advantages Main disadvantages 
Observation Comprehensive information can be 
gathered about observable activities. 
Very time-consuming.  
Those observed may act differently  
from the norm. 
 
Interviews Skilled interviewers can probe areas 
that require clarification. 
Interviewees may seek to impress 
the interviewer by 'talking up' the job. 
Group 
 Discussions 
Provide more balanced information 
than an individual interview because 
exaggeration by job-holders will be 
discouraged. 
 
Time-consuming and logistically 
complicated to arrange. 
Critical 
 Incidents 
Forces interviewees to focus on 
specific occurrences rather than to 
generalize. Helps to identify the types 
of behavior that lead to success. 
 
A complex and time-consuming 
process. 
Questionnaires Objective, efficient and 
straightforward way to gather a wealth 
of information. Less opportunity for 
interviewer bias. 
 
If not carefully designed, the 
information gathered may be difficult 
to analyze. 
Work diaries A systematic way of gathering 
comprehensive information. Most 
suitable for higher-level jobs. 
Very time-consuming for the 
individual, and if not structured, may 
be difficult to analyze. 
Table 2.1:   Job analysis techniques 
Source: Martin and Jackson, (2009)  
 
The above techniques can be used on their own the outcome of the job analysis will be 
more reliable if a combination of techniques is used. The aim of job analysis is to 
answer the following questions: 
 What is the job-holder expected to do? 
 How is the job performed? 
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 What skills are required, and what is the level of those skills? 
 Should the job be reorganised (eg change hours or level of responsibility, 
incorporate duties into other posts)? 
The research stage should provide information that can then be formulated into 'user-
friendly' documents - ie the job description and the person specification. 
 
 
2.1.2 Job description 
According Recruitment and Induction (2006) organisations usually have their own 
standardised formats for job descriptions and although they vary enormously, they 
generally include the following sections: 
 identification data: job title, department, pay grade, main location; 
 organisational data: responsible to and for, other working relationships (this 
could be visually presented as an extract from the organisation chart); 
 job summary: a brief statement of why the job exists; 
 job content: an explanation of the principal duties or key result areas with brief 
summarised descriptions; 
 miscellaneous: unusual arrangements such as shift-working, a need to be 
mobile, casual car-user allowance plus a reference to any other documents - eg 
collective agreements - which provide further details. 
 
Recent years have seen a move away from this traditional approach to job descriptions. 
Some organisations have questioned whether they are necessary at all in that increased 
flexibility and empowerment mean it is difficult to summarise many jobs. Further, 
some organisations now use generic job descriptions for job groupings rather than 
drafting job descriptions for each job type. There is, however, a strong argument that 
detailed job descriptions are still necessary for effective recruitment, training and 
performance management purposes. It is essential that the unique features of the job, 
particularly shift patterns and the need for mobility, are spelled out to job-holders and 
potential recruits in written particulars, if not in a job description (19). 
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2.1.3 Personnel specification 
According Martin and Jackson (2009, p. 143) the term personnel specification is used 
to describe “the ideal person for the job”. Personnel specifications vary in content and 
format depending on the company culture too. In the reality examples of person 
specifications, the terms skills, experience, qualifications, knowledge, personal 
qualities and, increasingly 'competencies used, but basically their purpose is the same: 
to set down the minimum requirements that an applicant must possess before being 
considered for a vacancy. Further, most person specifications go beyond stating the 
minimum (essential) requirements and also state other (desirable) requirements, as 
demonstrated in Table 2.2 below.  
 
Company name 
Job title: Personal Manager 
Department: Personal 
                          Essential requirement             Desirable requirement      Method of assessment 
Qualifications    Graduate levels                          Graduate in relevant            Application form and         
                                                                             subjects.                               certificate check.  
                           
 
Experience         Minimum of three years'            Five or more years'               Application form,  
                           experience in generalist            relevant experience in          interview, and  
                           personal work at                        a unionised environment.     references. 
                           personal officer level. 
 
Knowledge         Up-to-date knowledge of           Knowledge and skills in       Application form,  
and skills            employment legislation.             employee relations and       interview and role-play,  
                           Organisational skills.                 negotiating. Experience       plus references.   
                           Financial awareness.                of working with XYZ  
                           Computer-literate.                     personnel information  
                                                                             system. 
Personal             Good communicator - written                                                  Application form,  
qualities              and oral skills, good                                                                interview, group  
                           judgement, confident,                                                              exercises, tests, and  
                           persuasive, approachable,                                                      references,  
                           dependable, uses initiative,  
                           average numeracy. 
 
Motivation and  Desire to develop personnel                                                     Application form, 
expectations      function. High expectations                                                      interview, and 
references,                                                                                                         of self and others. 
Table 2.2:   Example of personal specification form 
Source: Martin and Jackson (2009) 
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A successful candidate will be expected already to possess all the essential 
requirements and to be capable of, or have the potential to be trained to, an acceptable 
standard in the desirable ones.  
 
 
2.1.4 Advertising 
Advertising can be a very expensive activity, especially if we get it wrong. It can be 
tempting to sit back and congratulate ourselves on a thorough job analysis that has 
resulted in workable and user-friendly documents - ie the job description and the 
person specification. We need, however, to be just as systematic and methodical in our 
approach to advertising the vacancy in terms of the content and design, the timing of 
the advertisement and our choice of media. 
 
The process of advertising needs to be undertaken carefully so as to ensure the best 
response at the least cost. The object is to get a good selection of good quality 
candidates. Possible methods according Recruitment and Induction (2006) are: 
• Internal recruitment - this method can have the advantage of building on 
existing staff's skills and training, and provides opportunities for development 
and promotion. It is a good way to retain valuable employees whose skills can 
be further enhanced. Other advantages include the opportunity for staff to 
extend their competencies and skills to the benefit of both the organisation and 
the individual, and the enhancement of individual motivation. Use of a 
consistent, clear, procedure, agreed jointly between employer and employees, 
has many advantages and avoids suspicion of favouritism. 
 
• Job centres of the department for work and pensions – will display 
employers' vacancies and refer potential recruits. They also administer some of 
the Government training programmes. The Disability Service Team staff at Job 
Centres can help address the specific requirements of attracting disabled 
people. 
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• Learning and skills council - may well have trained workers available through 
their recruitment service, and can tailor training to an employer's requirements. 
 
• Commercial recruitment agencies - often specialise in particular types of 
work, eg secretarial, office work, industrial, computing, and may already have 
potential applicants registered with them. 
 
• Executive search organisations - usually working in the higher 
management/specialist fields, will seek out suitable candidates working in other 
companies by direct approach, or via specialist advertising. 
 
•  National newspapers - advertising in the national press is expensive, but 
likely to produce a good response for particular, specialist vacancies. 
Remember too there are national ethnic group newspapers which will reach a 
wide audience. 
 
• Specialist and professional journals - less expensive than the national press, 
these journals can guarantee to reach the precise group of potential applicants 
for specialist and professional vacancies. 
 
• Internet - is beginning to emerge as a recruitment medium. It is mainly used 
for graduate-level and technical jobs because it tends to target a self-selected 
group who are computer literate and have access to the web at their place of 
study or work. Its use is likely to grow. 
 
• Local newspapers, radio - for less specialised jobs, or to target groups in a 
particular local area, advertisements in the local media may produce a good 
response 
 
• Local schools, colleges and the careers service - maintaining contact with 
schools, colleges and careers advisers will ensure that the organisation’s needs 
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for school/college leavers with particular skills and abilities are known. It can 
be particularly useful to offer students the opportunity to spend some time at 
the company, on work experience, or “shadowing”. 
 
• Word of mouth (personal recommendations) - introduction via existing 
employees or through an employers' network. Whilst this may be economical, 
it is likely to lead to a much smaller pool of suitable applicants and does not 
normally satisfy equal opportunities requirements because any imbalance in the 
workforce may be perpetuated.  
 
Once the recruitment channel or channels are decided, the next step is to consider: 
• the design and content of any advertisement used 
• how applicants are to respond - by application form, fax, telephone, in person at 
the organisation or agency, by letter, by email on the internet, by tape or braille 
• who is to be responsible for sifting the applications? What is the selection 
process going to be? Have potential applicants registered with them 
• if interviews are to be held, when will they be and will everyone who needs to 
be involved be available? 
• are selection tests to be used? Is there the expertise to administer them and 
ensure they are non-discriminatory and appropriate? 
• are references/medicals to be requested? 
• are arrangements in hand to give prompt acknowledgement of applications 
received? 
 
There are many sources of the advertising process of possible recruits: 
 existing employees, ie internal recruitment 
 job centres 
 employment agencies or recruitment consultants 
 advertising 
- shop windows or factory gates 
- local and national newspapers 
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- the ethnic press, publications and meeting venues 
- professional, specialist or technical journals 
- local radio 
- television 
- the Internet 
 word of mouth (personal recommendations) 
 networking 
 head hunters 
 'waiting lists' or speculative queries 
 open days 
 liaison with schools and colleges. 
 
Different sources are appropriate depending on the group of potential applicants that 
should be to target. An advertisement is cost-effective only when it is concisely 
worded, well designed and attracts a sufficient number of suitably qualified candidates. 
 
According best practices Kakabadse ad Tyson (1994,p.232) generally an 
advertisement, drawing on and summarising the job description and the person 
specification, should be composed as follows: 
 job title/location/salary (these are of key interest to job-seekers) 
 brief description of the job 
 brief description of the nature of the organisation (unless very well known) 
 brief description of the ideal person (the essential requirements) 
 organisational benefits and facilities (if attractive) 
 unique features (such as hours of work, need for mobility, accommodation 
provision) 
 application procedure and closing date 
 reference number (if used) 
 equal opportunities statement 
 reference to the organisation's web pages, where applicable. 
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In essence, there must be enough information about the job (to target the right people) 
and the person required (to attract suitable candidates only to apply). The image 
portrayed should be inviting but also reflective of the style and culture of the 
organisation. 
 
The timing of the advertisement is also of crucial importance, especially when 
advertising in newspapers and journals. There must be ensured that: 
 for the local press, you choose the day job-seekers know that jobs will appear 
 you avoid advertising just before a holiday or shutdown period, because you 
may miss potential applicants who are on holiday or disillusion others who 
cannot contact the organisation for further information 
 you check the dates for final copy and meet them in order to avoid unnecessary 
delays in recruitment (this can be protracted if using monthly publications). 
 
 
2.2 The selection process  
Whatever form the applications take, there may be a need to sift them before moving 
on to the interview stage. Such a sift serves to match the applicants as closely as 
possible to the job and person specification and to produce a shortlist of people to 
interview. To avoid any possibility of bias, such sifting should be undertaken by two or 
more people, and it should involve the direct line manager/supervisor as well as 
personnel. The sifting stage can also help the organisation by providing feedback on 
the advertising process and the suitability of the application form. It can also identify 
people who might be useful elsewhere in the organisation. If references or medicals are 
to be taken up before the invitation to interview stage, it should be made clear on the 
application form/information pack sent to the applicant (19). 
 
The decision about the best candidate is normally made on the base of: 
• candidate data collection 
• candidate assessment 
• candidate comparison 
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2.2.1 Candidate data collection 
According Armstrong (2006, p.312) Information is gathered about candidates through: 
• application forms 
• curricula vitae (CVs) 
• interview performances 
• tests (ranging from physical, intelligence and aptitude through to personality 
profiles) 
• appraisals (for internal candidates) 
• references 
• online questionnaires 
• assessment centre performances. 
In order for this process to be directed at achieving main aim - ie to recruit the person 
who most closely fits personal specification profile – there should be ensured that only 
relevant information about the candidates are collected.  
 
 
2.2.2 Selection techniques 
There is a variety of methods available to help in the selection process - including 
interviews, tests (practical or psychometric), assessment centres, role plays and team 
exercises, to name a few. Usually a range of methods will be used by the organisation 
depending on the type of job to be filled, the skills of the recruiter and the budget for 
recruitment. 
 
Interviews 
According Hataett (1998, p.93) the interview has two main purposes - to find out if the 
candidate is suitable for the job, and to give the candidate information about the job 
and the organisation. Every candidate should be offered the same opportunities to give 
the best presentation of them, to demonstrate his/her suitability and to ask questions of 
the interviewer. 
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A structured interview designed to discover all relevant information and assess the 
competencies of the applicant is an efficient method of focusing on the match between 
job and candidate. It also means that there is a consistent form to the interviews, 
particularly important if there are a number of candidates to be seen. Unstructured 
interviews are very poor for recruiting the right person. The structured interview is 
most likely to be effective in obtaining specific information against a set of clearly 
defined criteria. However, not every manager is skilled at interviewing, and may not be 
able to judge efficiently the applicant's skills and competencies. Ideally all interviewers 
should receive training, including the equal opportunities aspects of recruitment and 
the relevant legislation. Interviews need not be formal. The length and style of the 
interview will relate to the job and the organisation. Some vacancies may call for a 
formal interview panel, some for a less formal, one-to-one interview. The 
interviewer(s) should consider the job and the candidates when deciding on the nature 
of the interview. 
 
All interviews, whether formal or informal, need careful preparation if they are to be 
successful. Each candidate should leave with a sense of being treated well and fairly 
and having had the opportunity to give of their best. 
 
A checklist for successful interviewing practice and an examination of the types of 
questions to be used and avoided are reproduced in appendices 1 and 2.  
 
Practical tests 
If the job involves practical skills, it may be appropriate to test for ability before or at 
the time of interview. This is generally acceptable for manual and word processing 
skills, but less useful for clerical and administrative posts. Telephone skills are 
increasingly in demand, and candidates for telesales/call centre work will almost 
invariably be asked to undertake a practical test. Any tests must, however, be free of 
bias and related to the necessary requirements of the job (16).  
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Consideration in giving any tests must include the objectives of such a test, the 
efficiency of the method selected, the numbers of candidates (and vacancies), the costs 
and benefits of such a method. 
 
Psychometric and psychological tests, including biodata 
There are numerous tests commercially available which can assist in measuring aspects 
of personality and intelligence such as reasoning, problem solving, decision making, 
interpersonal skills and confidence. 
 
Although many large organisations have used them for a number of years, they are not 
widely used, and some tests are considered controversial - for instance, those that 
assess personality. Any organisation considering the use of psychometric or 
psychological tests should refer to the guides available, and make sure they have the 
need, skills and resources necessary. 
 
Tests should never be used in isolation, or as the sole selection technique. Where a 
decision is made solely on the automatic processing of personal data, an applicant may 
require, under the Act No.101/2000 Coll. Privacy policy that the organisation 
reconsider any rejection or make a new decision on another basis (11).  
 
Biodata (short for biographical data), is a questionnaire format with multiple choice 
answers. The questions are of a biographical nature and answers are scored according 
to the scoring key developed by the employer. In general biodata is successfully used 
only by really large employers, who have a large throughput of applicants. Use of 
biodata, like other tests, needs careful control to avoid any possibility of discrimination 
or invasion of privacy. 
 
Assessment centres, role plays and team exercises 
Assessment centres are often used by large organisations making senior management 
or 'fast-stream' graduate appointments. Exercises, sole and group, may take place over 
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a few days, normally in a residential setting. The individual may also be required to 
make presentations and to take part in role-plays or team events (16) 
 
Making the decision 
Decide whom to employ as soon as possible after the interview/test/assessment. Use of 
a structured scoring system helps here, particularly one that is based on the applicants' 
competencies, and helps avoid the pitfalls of stereotyping, making snap judgements, 
and 'mirror-image' effects (that is, a subconscious subjectivity - looking for similarities 
to oneself in the candidate). Structured scoring allows the organisation to weight some 
elements or competencies if desired, and to compare a candidate's score with the job 
specification 'ideal' score - although care must be taken when considering the results 
that a high overall score doesn’t mask a low score in a crucial area. Write up notes 
immediately after the interview – recording relevant answers and detail. This is not 
only for the decision-making process but also to provide feedback to the candidate if 
requested. 
 
References and checking 
If references are sought, they will be most effective if you include a job description 
with the request, with structured, relevant questions that will enable you to gain 
accurate further information about the candidate's abilities. Not to ask for personal 
information or for conjecture about the applicant. Completing a reference takes time 
and proper consideration, so only seek such references if you believe they are 
necessary and appropriate. A simple form confirming dates of employment, capacity 
and particular skills may be satisfactory. 
 
The holding of particular qualifications, training or licences may be important to the 
job, and it is reasonable to ask candidates for proof. If checks on such qualifications 
are to be made, it is good employment practice to make sure the applicant knows, and 
that copies of any relevant documents will be held on their personnel file. 
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The timing of reference and qualification checks is variable. It is often the case that 
references are taken up at shortlist or offer stage, and the candidate may be asked to 
bring documentary evidence of qualifications to the interview. Job offers are 
sometimes made 'subject to satisfactory references being received', but this is not 
advisable. 
The referee may simply fail to provide any kind of reference. There is no legal 
requirement to do so. Or a referee may wrongly indicate the applicant is unsuitable, in 
which case if the offer is withdrawn on those grounds, the organisation could face legal 
action by the applicant. The organisation needs a policy of what to do in circumstances 
such as the non-supply of a reference - an initial 'probationary' period might be an 
acceptable way of proceeding. 
 
 
 
The offer 
Once the successful candidate is identified, and any necessary references and checks 
completed, send out an offer letter. This is preferable to telephoning the candidate, as a 
letter enables the specifics of the job to be re-stated, with the terms and conditions, any 
pre-conditions (eg subject to exam success), or post-conditions (eg subject to a 
satisfactory probation period). 
 
The employment contract is a legal one, and exists even before the candidate has 
commenced employment. The offer letter should set out the following points: 
• the job title and the offer of that job 
• any conditions (pre or post) that apply to the offer 
• the terms of the offer - salary, hours, benefits, pension arrangements, holiday 
entitlement, place of employment, etc 
• the date of starting, and any probationary period 
• what action the candidate needs to take, eg returning a signed acceptance of the 
offer, agreement to references, any date constraints on acceptance 
• if the letter is to form part of the contract of employment, it should say so.  
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Alternatively it could form the main terms and conditions of employment - a written 
statement required by law to be issued to employees within two months of them 
starting work. 
 
 
Preparing for the new employee 
Once the candidate has accepted the job, the organisation must then prepare for the 
new employee's arrival and induction. Failure to attend to this can create a poor 
impression and undo much of the positive view the candidate has gained throughout 
the recruitment and selection process. A good induction programme reinforces positive 
first impressions and makes new employees feel welcome and ready to contribute 
fully. 
 
 
2.3 Induction 
The main reason according Armstron (2006, p.211) of induction is that new employees 
who have undergone an effective induction programme are likely to be competent 
performers at their jobs more quickly than those whose induction was scanty or non-
existent. Also, the former group are less likely to leave the organisation at an early 
stage than the latter group (this phenomenon is commonly known as the 'induction 
crisis' and signifies a dissatisfaction with the job or the organisation or both). 
 
Different employees have different requirements, but they are all likely to need: 
 to learn new tasks and procedures 
 initial direction 
 to make contacts and begin to develop relationships 
 to understand the organisational culture 
 to feel accepted. 
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There are, however, certain groups of employees who may need special consideration, 
such as: 
 school- and college-leavers 
 people returning to work after a break in employment 
 employees with disabilities 
 management/professional trainees 
 minorities 
 employees who have undergone internal transfer or promotion. 
 
The commencement of the induction process is difficult to pinpoint because, for 
employees new to the organisation, the imparting of information begins with the job 
advertisement. We could therefore argue that the process starts at this early stage and 
plan accordingly. Usually, however, when designing an induction programme, we start 
with the first day of employment and then timetable activities to be included over the 
first few weeks and months 
 
Induction programmes vary between two extremes: from the simple 'tick box' approach 
(covering the essential organisational information that an employee must be told) to 
comprehensive induction packages (which include, for example, video messages from 
the chief executive, guest speakers, 'getting to know you' exercises, and group 
activities). 
 
The former approach is likely to be brief, take place at the workstation, and involve the 
new employee and his or her line manager only. The latter, more sophisticated (and 
more costly) approach is likely to take place away from the workplace and involve 
more people at a senior level in the organisation. Also, in accordance with economies 
of scale, organisations are inclined to provide this programme periodically only - ie 
when there are sufficient numbers of new employees who can attend. 
 
Neither of these extreme approaches is preferable to the other: their worth is gauged by 
how successful they are in helping the new employee to settle down quickly and 
 26 
become effective in the job. Often employers combine these approaches with other 
methods of delivery in providing a comprehensive induction programme for new 
appointees (see Table 2.3). 
 
Method Key applications 
Welcome paTA containing information on 
the organisation, main terms and 
conditions, joining instructions, etc 
Generally provided pre-employment to aid 
the gathering of essential employment 
information and promote good first 
impressions of the organisation 
Face-to-face meetings between the new 
appointee and people who are key to the 
role in question, both from within and 
external to the organisation 
Usually arranged in the first few days of 
employment to facilitate good working 
relationships and impart formal information 
about the job and informal information on 
the organisational culture 
Formal sessions aimed at groups of new 
appointees 
Held periodically, as a cost-effective 
means of instilling organisational values, 
providing consistent core information and 
allowing for networking opportunities 
across functions 
Information provided on the organisation's 
intranet 
A useful baTAup to the information 
provided elsewhere. Should be an up-to-
date and detailed source of reference 
Interactive e-learning activities Enable individuals to learn at their own 
pace, place and time, and provide an 
evaluation mechanism to ensure that the 
learning cycle has been completed 
Table 2.3: Methods of delivery and their key applications in the induction process 
Source: Armstrong (2006)  
 
Finally, let's consider the information that should be provided. As a minimum, 
employees should be informed about: 
 the organisation's background and structure 
 the organisation's products, services, markets and values 
 the terms and conditions of employment - eg pay, hours of work, holidays, sick 
pay, pension scheme 
 the organisation's rules and procedures 
 the physical layout of the organisation 
 health and safety issues  
 first aid arrangements 
 data protection policies and practices 
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 equal opportunities policies and practices 
 employee involvement and communication arrangements 
 trade union and/or empioyee representative arrangements 
 welfare and employee benefits and facilities. 
 
There have to be a concentration on general induction above - ie core induction 
programmes applicable to all new recruits. This should be combined with induction 
that meets the individual's needs as well. During the recruitment and selection process 
there will have gathered a lot of information about the candidate's skills, abilities and 
development needs. Instead of filing this information, use it to agree a personal 
development plan with the individual, which will involve planning on-the-job and 
specialist skills training as well as other development activities. Finally, activities 
aimed at integrating the new appointee into the team should also not be forgotten. 
 
 
2.4 Performance appraisal  
According Martin and Jackson (2009, p. 189) there are three main groups of purposes 
for performance appraisal incorporate at least: 
 performance reviews - With employees managers discuss progress in their 
current posts, their strengths, and the areas requiring further development, in 
order to improve current performance. 
 potential reviews - With employees managers discuss the opportunities for 
progression, and type of work they will be fitted for in the future and how this 
can be achieved, by identifying their developmental needs and career 
aspirations. 
 reward reviews - These are usually separate from the appraisal system but the 
decisions or 1 rewards such as pay, benefits, promotion and self-fulfilment are 
fed by the information provided of performance appraisal. 
 
According Armstrong (2006) a properly conducted performance appraisal interviews 
usually involve a manager and an employee in eg constructive discussion concerning 
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the employee's recent performance (e.g over the previous 12 months), plans for 
improved performance, which will probably involve agreeing future objectives or 
targets, and plans for meeting the developmental needs of the employee.  At a later 
stage, a reward review interview will be arranged so that the manager and employee 
can openly discuss, for instance, the level of performance-related pay (PRP) that has 
been awarded. As personnel practitioners, there is likely to know already that such 
events do not always go according to' plan. For instance: 
 Work pressures or a lack of skills or training may result in managers1 seeking 
to avoid the regular performance appraisal interview, thereby leaving 
interviews to the last minute when they are poorly prepared, and they then rush 
the process. 
 Not all employees are good performers, and managers may not be as 
constructive as they should be in their delivery of feedback. 
 In an organisation in which there are few promotion opportunities, employees 
(and their managers) may view learning and development activities as 
somewhat pointless. 
 If a high-performing individual's expectation of PRP is not realised (often 
through factors outside his or her own control), he or she may decide not to try 
so hard to achieve targets or objectives in the future. 
 Not all employees seek personal development. They may favour limited change 
and view talk of 'continual improvement' as a means of increasing their targets 
or workload with no additional financial reward. 
 
 
 
2.4.1 Performance review and components of performance appraisal schemes 
As a result of the above trends, most performance appraisal schemes nowadays follow 
the stages of the performance review cycle as set out in Figure 2.1. 
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Discuss results: 
determine
performance
Identify
strenghts: 
Identify areas
for
improvment: 
seek joint 
agreement on 
action plan
On-the-job-
training: 
coaching and
other
development
activities
Setting objectives
 
Figure 2.1: The performance review cycle 
Source: Martin and Jackson (2009) 
 
According to Martin and Jackson (2009, p.112) competencies can make significant 
contributions to all stages of the performance review process - ie by: 
 identifying factors relevant to performance in the job 
 collecting information on performance 
 organising the information 
 discussing or reviewing the information (eg. for solo reviews) 
 agreeing outcomes. 
 
This reviewing cycle is neverending process based on continual improvement of 
employee performance.  During the process of designing a performance appraisal 
scheme, ther have to be first determine its purpose (or purposes) and seek to integrate 
the new scheme intocompany performance measurement system, if one exists.  There 
are very important issues for desing performance appraisal scheme, for its 
identification is usable to answer next questions:   
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1) Who is to be appraised? That is, you must decide what levels or functions 
of employees are to be involved. 
2) Who appraises? This could be the employee; the manager only; the 
manager and subordinates; or other stakeholders  
3) What is to be appraised, and what criteria will be used? The options include 
traits v results v competency-based assessment, and achievement of 
objectives. 
4) What assessment methods will you employ? You could opt for a 
descriptive or narrative report; a checklist; ratings or gradings; comparison 
with objectives; comparison with others (ranking individuals in order of 
performance); critical incidents (recorded incidents of positive and negative 
behaviours); or competence-based (assessment against the achievement of 
set standards).  
5) Will you incorporate assessment of promotion potential? A link to reward 
or a salary review? A means of appeal against a (perceived) unfair 
assessment? 
6) How often is the formal appraisal interview to be carried out ~ eg once 
every three, six or 12 months? Will you include interim reviews to 
accommodate the pace of change? 
7) How will you ensure that the action points are implemented (eg the meeting 
of development needs)? 
8) How will you evaluate success (ie the achievement of the purposes) of the 
scheme)? 
 
Performance appraisal should incorporate the following: 
 support from top management 
 systems that are open and participative 
 agreement at all levels about the purpose(s) of the scheme 
 separation of reward reviews from the appraisal interviews 
 clear, specific and well-communicated (SMARTS) objectives that are jointly 
agreed 
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 line managers' recognition of their role in this process - ie it is not seen as a 
personnel function 
 clear links to the disciplinary and/or capability procedure when handling 
conduct or poor performance issues so that the messages to the employee are 
the same 
 training for appraisers and appraisees, including giving and receiving feedback 
 a 'maintenance' programme to ensure that follow-up action is taken - eg training 
or development programmes are arranged as agreed 
 a flexible culture to cater for individual and organisational needs 
 simple administrative procedures 
 consistency in managers' reporting standards 
 formal regular appraisals and interim informal reviews between managers and 
their staff regarding performance and progress. 
 
 
2.4.2 Reward system 
According Armstrong (2006) a reward system consists of financial rewards (fixed and 
variable pay) and employee benefits, which together comprise total remuneration. The 
system also incorporates non-financial rewards (recognition, praise, achievement,   
responsibility and  personal  growth)  and,   in   many  cases,   performance 
management processes. The combination of financial rewards, employee benefits and 
non-financial compensation comprises the total reward system. 
 
There is specifically concentrating on those contingent rewards which are most closely 
linked to performance management - ie performance-related pay (PRP) and 
competence-related pay.  Armstrong (2006) states that PRP: provides individuals with 
financial rewards in the form of increases to basic pay or cash bonuses which are 
linked to an assessment of performance, usually in relation to agreed objectives. 
 
In contrast, Armstrong (2006) defines competence-related pay as a method of 
rewarding people wholly or partly by reference to the level of competence they 
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demonstrate in carrying out their roles. It is a method of paying people for the ability 
to perform. 
 
In the context of performance management, there is concerned with the types of 
reward system available to organisations to encourage their employees to make 
worthwhile contributions towards the achievement of business goals. Armstrong 
(2006) state that for reward systems to act as real incentives to employees they must 
satisfy three basic requirements: 
 that the reward should bear a direct relation to the effort 
 the payment should follow immediately or soon after the effort 
 that the method of calculation should be simple and easily understood. 
 
Thus rewards such as salaries, fixed hourly rates and profit-sharing do not satisfy all of 
the above requirements. However, many contingent reward schemes are designed to 
succeed on all three counts. For instance, merit pay schemes may provide salary or 
wage increases in recognition of excellent job performances during the review period, 
and incentive or bonus schemes may provide payments in addition to base salary or 
wages related to the satisfactory completion of a project or the achievement of an 
individual or group target. 
 
But PRP, for example, is not without its problems, mainly because of the difficulties 
encountered in trying to measure individual or team performance objectively and in 
establishing the most appropriate pay-out levels. For instance, working hard all year to 
be eligible for a maximum merit award of 4 per cent would probably be less 
motivating than seeking to achieve, say, three specific targets and a bonus payment of 
10 to 20 per cent. Competence-based pay can also be problematic - not least in the 
skills and time demanded of line managers in operating such schemes. The main lesson 
to be learnt here is that the inclusion of a contingent reward scheme is not essential to 
the success of a PMS. However, where the scheme is badly conceived or designed, it is 
unlikely to deliver the results expected and may threaten the whole standing of the 
PMS. With careful thought, contingent reward can be introduced as an effective 
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strategic tool linked to business needs, but it should not be relied upon as the sole 
motivator for employees: a PMS requires the right combination of financial and non-
financial motivators. 
 
In the previous section there were concentrated on two main types of contingent 
reward - but these are not the only motivators and, as we have seen, it is debatable 
whether they are motivators at all in some instances. There is a wide range of other 
financial and non-financial rewards at the disposal of employers when they are seeking 
to motivate staff, and generally, a mix of both is to be recommended. 
 
 
2.5 The role of personnel practitioners 
According Martin and Jackson (2009) is considering the activities above with a 
number of the roles performed by personnel practitioners at various stages of the 
recruitment and selection process: 
 
An advisory role to line managers 
It is rare for all of the above activities to be performed solely by personnel 
practitioners. In any event, it is generally wise to include line managers at the job 
analysis stage because of their specialist knowledge, and at the selection stage so that 
they play an integral part in selecting their own member of staff and will therefore be 
more likely to be committed to the new employee's success. Following on from this, it 
is worth noting that an interview panel commonly consists of the line manager and a 
personnel practitioner. This may involve you in an influencing role when, say, the line 
manager is tempted to offer the post to a candidate for subjective reasons (eg the 
manager and candidate attended the same school) rather than objective reasons (ie ones 
linked to the person specification). 
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An administrative role 
This is to ensure that information is sought, chased and checked, that appropriate 
records are kept, and that all interested parties are kept in touch with the timetable of 
events. 
 
A training role 
This may cover the design, organisation and delivery of skills training for 
interviewers/assessors. There will also be an educational or possibly a policing role to 
ensure that equal opportunities principles and policies are adhered to at all stages of the 
process. 
 
A public relations role 
This arises owing to the need to attract suitable candidates, and involves conveying 
information about the job, the person required and the organisation itself. Also, the 
way in which candidates are dealt with in making enquiries, pursuing applications and 
attending interviews may confirm or contradict their first impressions of the 
organisation. 
 
An assessment role 
Personnel practitioners play a role in assessing candidates by interviewing, observing, 
testing and evaluating them using a range of selection methods. 
 
An evaluation role 
Finally, personnel practitioners are likely to be responsible for ensuring that the 
process of recruitment and selection is periodically evaluated against its objectives - ie 
did you employ the 'right people in the right jobs at the right time?  
 
 
2.5.1 Personnel activities in a small sized company  
Small sized companies are unlikely to be able to resource a full-time HRM 
professional. Commonly, HRM issues are incorporated into the role specification of an 
owner-manager, an administrative manager, or more exceptionally, a personnel officer. 
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The absence of a dedicated professional means that often, insufficient attention is 
given to the contribution that learning and development can make to the organisation. 
One solution which is worth contemplating for small company is to have a part-time 
HRM consultant attached, who services a number of organisations (11).  
 
 
2.6 Diagnosis of human resource management 
For the analysis of human resource management can be used a diagnostic approach, 
which presents analysis of the causes of a phenomenon, its condition, which is apt to 
describe the customary elements of organizational culture. It is a process of 
understanding how an organization operates and provides information that is necessary 
for quality performance of the organization as well as the process of change within the 
organization (13). 
 
 
2.6.1 Choice of research methods 
General methods for the diagnosis of human resources management system can be 
divided into qualitative and quantitative. The aim of qualitative methods to obtain 
information on the analysis of the phenomenon within the organization - from the 
perspective of those interviewed, then uncover the meanings of these phenomena and 
to understand their basis. The advantage of qualitative methods is that the resulting 
information is comprehensive, detailed and provides insight into the culture and the 
people who are not part of it, then we see a particular disadvantage in performance, 
and cost of lengthy diagnostic process. The basic techniques of qualitative data 
collection we rank observations, individual (depth) interviews, focus group interviews, 
document analysis, and projective methods (6). 
 
In contrast, quantitative methods alone are based on mapping the occurrence of certain 
characters and testing of hypotheses formulated by people who are not part of the 
company. Other advantages compared with qualitative methods are: easier data 
collection, the possibility of replication of the investigation, the possibility of using 
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multivariate methods of statistical analysis and the possibility of comparison (between 
departments, organizations, etc.). Disadvantage is mainly the need to reduce the 
phenomenon under investigation - to determine the number of variables of interest and 
decide which substantially and relevantly speak about the phenomenon. The basic 
methods used in the collection of quantitative observation and questioning when 
interviewing for use as an oral (interview) and written (questionnaire) form. Both of 
them, compared to qualitative research, using a standardized form, ie. for the response 
of single stimuli are used and if the answer is usually possible to choose only from pre-
prepared formula (6). 
 
 
2.6.2 Defining the unit of analysis and choice of data processing 
The choice of unit of analysis is primarily determined by the purpose of analysis, 
which is chosen as a small entity (department, team or small organization), should be 
interviewed by all members, compared to the case of a large organization, it is 
necessary to select and get a representative sample, which should as far as possible 
resemble the basic set, ie, the entire organization (6). 
 
 
2.6.3 The questionnaire survey methodology and questionnaire 
Questioning is a method of collecting the initial verbal information based on 
immediate (interview, interviews) or mediation (questionnaire survey), social, 
psychological contact between the interviewer and surveyed. Taking a fundamental 
parameter characterizing the nature of the questioning method (10). 
 
The survey is such a technique of information gathering, when they need information 
on the persons surveyed obtained in writing, by asking questions in a special pre-
printed form, in the questionnaire. Questionnaire survey divided the questionnaire 
(pre-defined population) and the survey, ie the investigation to an undefined 
population. Today we extend the definition of a computer display and processing. 
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This type of investigation has much in common with interview techniques. The main 
difference is that in a survey there is no direct interaction between researcher and 
researched people. This has its advantages and disadvantages. The lack of direct 
personal contact as well as enhancing confidence in the anonymity of research 
respondents, the respondent provides more time for reflection of the responses. But 
often there is no guarantee that the respondent did not complete the questionnaire to 
someone else. It is even very likely that the respondent shall be advised as to family 
members about how to fill out a questionnaire. It placed even greater emphasis on 
clarity and brightness issues, there's basically questions the possibility of more 
accurate inquirer custom contact the following conditions which may affect its quality 
(10). 
a) The reliability of the information reflects the degree of independence of 
information on random factors. Reliability depends on its ability to conform to 
the body the same way to questions and is designed for durability issues and 
the expected set of responses, ie the degree of stability of the interaction. 
b) The credibility of information indicate conformity with reality. Interviewee 
must understand the question correctly, choose the appropriate answer. It 
should not have interviewed, but also wanted to answer the questions honestly. 
 
2.7 Sumarization of theoretical backgrounds 
This theoretical part were focused mainly on HRM activities, especially: Acquisition, 
selection of employees, adaptation of employees and evaluation of employees. 
 
There has been shown which tools, procedures and practices are usefull for efecient 
acquisition and selection processes of employees. The differing components of 
performance appraisal schemes have been highlighted, such as the setting of 
objectives, and the major benefits and best-practice issues, including those concerning 
feedback, have been detailed.  Evaluation of employees, including financial and non-
financial rewards, have been considered in general terms and, in the concluding 
sections, the legal considerations, the role of personnel practitioners and the skills 
necessary to be an effective appraiser have been identi 
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3 Analyses of Actual Conditions 
 
3.1 Presentation of the travel agency 
The TA has been on the market since 1991and specializes in trips to Greece, Croatia, 
Montenegro, Italy, Bulgaria and Turkey. Since 2003, the TA has stayed on the Slovak 
Republic, and at Czech Republic spa and wellness stays. The TA also offers optional 
tours resorts and a wide range of animation programs. Animations are aimed at all 
ages, enhanced care is focused on families with children. Accommodation in resort 
areas is provided in both self-catering apartments, from three to five-star hotels with a 
choice of meals from breakfast, half board over whether the all-inclusive program. 
 
The TA has 16 branches across Moravia and every year this number grows. There is a 
plan to cover with offices all districts in Moravia, management of the TA want to take 
this opportunity to reach the greatest number of clients directly in their cities and 
trained employees as much and provide information and services in order to arrive at 
client satisfaction with it on our  returns. Transport is provided by the TA´s own buses 
or air from Brno and Ostrava, also has its own accommodation capacities abroad. 
 
In this travel agency employs a total staff of 43 at full time working relationship. The 
largest number of employees is at the headquarters in Hodonin. There are the director, 
the regional manager, two assistants, three sales representative, two operators of call 
centers and one ICT specialist. 
  
In addition to permanent employees working for travel agencies during the season, 
different number of delegates either to an agreement on work activities or as self 
employed. The number of delegates during the sommer season is reaching 30. 
 
An organizational structure of the TA is shown in Figure 3.1., there is the small 
number of management levels. TA superiors officers are leading branches of their 
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superiors is a director of TA. In each branch with one regioal manager and one to two 
sale representatives.  
 
Fig.3-1: Organizational structure of TA 
Source: Internal documentations of TA   
 
The headquarters is arranging, in addition to the standard ordering tour clients, 
transport, central IS, catalog idea. Leading to job interviews, hiring the staff and there 
is a client service (call center). Managers located in one spot region, and at least one 
per week to visit each regional office. 
 
 
3.2  Problem analysis  
 
3.2.1 Research methods 
There were used questionnaire and interviews for analysing of current activities in the 
area of HRM in the TA. Interviews were conducted with a TA director, regional 
managers and with the owner (and founder) of the company. 
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An interview with the owner of the TA was mainly focused on the problem not 
existing of HRM strategy and the role of sale representatives in the TA. Accorging the 
owner there is no HRM strategy becourse of decentraliziing of TA into many small 
branches around the whole Moravian region. And each regional manager is responsible 
for his/her sale representative´s team and he/she have to be able to hire a new sale 
representative. The TA using low cost strategy according an owner, and therefore there 
is a hight staff turnover (salaries without turnover bonuses are close to minimal wages 
and if the sale representative is not successful he/she go away). There are more 
important problems than improvement of current activities connected with the HRM 
(e.g. low profitability of some regional branches, internet TA, decreasing of customers 
and problem of cost cutting) according the owner of TA..  
  
Interview with six regional managers were focused on current activities connected 
with the HRM. Two most experienced regional managers made nearly all decision 
connected with acquisition, selection and evaluation of sale representativ hiself/herself. 
The rest four regional managers are in close touch with the headquerters, aspecially 
with an director of the TA.  
 
An interview with the director of TA was mainly focused on selection, adaptation 
and evaluation of employees. The director is a chairman of a selection committee, 
which consists of two regional managers more. This committee is choosing a new 
employee, but it is not rule. As mentioned above, eg. some regional manager could 
hire a new sale representative without establishing/using this committee (it depends on 
the decision of regional manager, it is not obligatory).   
 
As a second analysis tool was designed a questionnaire, which was prepared on the 
methodology from chapter 2.6. The areas of a question, i.e. acquisition, selection, 
adaptation and evaluation were inspired by Martin and Jackson (2009).  The specific 
questions were suggested by author of thesis and discussed with the director of the TA. 
There were used closed ended questions only. 
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The proposed questionnaire is in Appendices. Individual questionnaires were sent 
electronically to the all sale representatives of the TA. A fill up questionnaires were 
sent back by post, the questionnaires were anonymous. 
 
 
3.2.2. Structure of the sample and research methods 
The questionnaires were sent to all 28 sales representatives of the TA. The return ratio 
of the questionnairies was 75% (i.e. 21 answered questionnaires). 20 questionaries 
were fully answered, by one only one answer is missing. 
 
The methodology of processing of the questionnaires was affected by the fact of a 
small group of respondents, therefore have been used an indicator of robust statistical 
approach – modus. The modus is preferred to the arithmetic mean, as a position 
indicator and is particularly useful:  
• when data are ordinal nature variables  
• don’t know the shape of the probability distribution of the population  
• when the sample size is small 
 
There were made an analysis of percentage structure of close ended answers. There 
made no correlation among answers becourse lag of data. If the number of answers is 
around 20 (and less) the statistical test are unconvincing mostly (9).    
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3.2.3 Answers to the questionnaire 
A total coded answers obtained from the questionnaire are listed in Appendices.  
  
 
Source: Own research 
 
The structure of responders (sales representatives) according the period employed by 
the TA is very equal: 6 employees work at the TA for more than 10 years, 8 more than 
5 years and 7 less than 5 years. A modus of the answer is: between 5 - 10 years.  
 
 
Source: Own research 
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Majority sale representatives have learned about the job from a personal 
recommendation (and then were selected). This greatly affects the relationships within 
the company and also, I think, is a fundamental weakness for further effective 
management of staff. For example, it happens that when an employee makes a mistake, 
he/she is not penalize, respectively penalties are very mild, or even formal. 
 
 
Source: Own research 
 
A job position of the job advertisement was cleary for a majority of sales 
representatives, for 43% not. Acoording this finding, there is a room for improvement 
of better characterization of a job position.   
 
 
Source: Own research 
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A required skills and knowledge for a job was clearly partially fore more 2/3 sale 
representative. Acoording this finding, there is a room for improvement of a better 
specification of skills and knowledge, which is announced in job advertisment. This 
fact makes a more pressure for the first selection of candidates. 
 
 
Source: Own research 
   
A management of the TA quckly informs potencial candidates to come to a job 
interview. 2/3 of potencial candidates are informed until one week. 
 
 
Source: Own research 
 45 
A management of the TA quckly informs potencial candidates if they succed or not. 
All personal representatives have known that they were hire until two weeks (3/4 until 
a week).     
 
 
Source: Own research 
 
Admission interwiews were perceived by sale representatives perceived as 
semistructured mostly. According interviev with director and regional managers was 
found that by the process of job interview is a framework structure set (e.g. motivation, 
experience) 
 
 
Source: Own research 
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According interviev with director and regional managers was found  that by the 
process of job interview is given a question focused on family planning mostly. This 
fact is “confirm” based on sale representatives questinaires. Over 70% were sked on 
family planning. 
 
 
Source: Own research 
 
Nearly half of new sale representatives have not been informed about process of 
training, what activity should to do etc. 24% of new sale representatives have been 
informed only. There is a room for improvement, i.e. alway before the process of 
training to inform and discuss with new sale representative what activities he/she will 
go through.   
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Source: Own research 
 
For 43% sale representative a process of training was not sufficient, for 26% yes.  
There is a room for improvement; firstly there have to be found why the process of 
training was not sufficient. According interviev with director and regional managers 
was found that a new sale representative is inception function randomly, mainly in the 
headquerters. Nobody has time to devote to a new sale representative in headequarters 
systematically.    
 
 
Source: Own research 
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19% of sale representatives don´t know how they are evaluated. According interviev 
with director and regional managers was found that a sale representative should know 
the criteria for its evaluation and what is in their assessment of emphasis. 
 
 
Source: Own research 
 
This questin should be a bit “populistic” but 50% of sale representative is familiar with 
theit boss and 40% not.  According discussion with director and regional managers the 
main reason should be system of renumeration.  
 
 
Source: Own research  
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28% of sale representative assume that there are corporate guidelines for almost all 
cases of employee behaviour,  43% only for critical cases.  But  29% of sale 
representative assume that there are no corporate guidlines for employee behaviour. 
According discussion with director and regional managers the main reason should be 
strong informal relations among some sale represantives and regional manger. 
 
   
Source: Own research 
90% of sale represantive assumes that some part of information neccesry fot his/her 
work is getting informal way.   Acoording this finding, there is a room for 
improvement of a better providing of information around a TA. 
 
 
Source: Own research 
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62% of sale representatives assume that a regional manager is interesting not only 
his/her work-related problem. Oposite, only 5% assume that regional manager is 
interesting only his/her work-related problem. This could be a character of familiar 
atmosphere in the TA. 
  
 
3.2.4  Another partial findings  
Based on the evaluation questionnaire and on interviews with the owner of the TA, 
director and regional managers I have reached the following findings. 
 
Firstly there should be said that in the TA is not samething like a human resources 
strategy or human resources planning. In essence, the activities that solutions shall not 
be initiated at a time when the release or newly created job. There has to be said that 
the company officers in obtaining a travel agency does not cooperate with any 
commercial employment agency or office, and relies solely on its own strength. 
 
The process of recruitment of sale representatives 
 It is arguable that the recruitment process is not formalized and is based on usage. 
Specifically regional manager shall notify the requirement for a job at headquarters - 
the director of the company. This usually approve this request and it is already on the 
regional manager, how and where to advertise the job. 
 
Requirements for the job can be defined by each regional manager herself, mostly on 
the general type of reliability requirements, dealing with people, selling skills, 
experience or delegate. The need for new staff / sale representatn is announced to all 
company employees, in other words "do you know of anyone who would want to work 
in such a position?”. 
 
The default is to use the site advertising internet and regional newspapers, a notice of 
job positions are in a branch, namely the interpretation of the branch. Candidate who 
respond to advertisements, send their CVs to the headquarters or leave it at that branch. 
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Selection of sale representative 
Selection of sale representative is done in the TA as follows: a candidates responding 
to advertisements, send their CVs to the regional offices (mostly). Regional manager 
sorts candidate in a suitable and unsuitable applicants. CVs of suitable candidates sent 
to the director and the best candidates are invited to a selection interview directly to the 
headquarters. It often also happens that the regional manager will select the candidate 
himself, at his discretion, usually on the recommendation of an employee or an 
acquaintance. Some branches reported leading candidates that were not chosen for a 
selection interview, some not. 
 
The candidate interview is done by a group of three member of the TA (director and 
two regional manager, one of them is potential boss).   There is made a semistructured 
interview. Questions are asked from the area of working experience, ability to 
communicate and administrative skills with a focus on basic PC skills and office 
software and using the internet. These skills are also tested, e.g. to find links to some 
destinations. 
 
Based on interviews and on the basis of tested skills and knowledge is made the 
selection. The final word in this selection has a direct say senior regional manager. 
 
Induction of sale representatives 
The newly adopted sale representative passes through activities which he/she will by 
done at the position of sale representative. The process of “learning” of  new activities 
is donein the headqurter. According interview with regional managers the sale 
representative should learn: 
 how to understand and use the intranet 
 what should be responsive to customers 
 how to identify customers needs 
 how to do PR of shop or regional branch 
 how to prepare a bid or catalog, etc. 
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This system of learning is performed by "shadowing" experienced colleague in the 
headquerters. The period of learning is one week only. Than a new sale person staying 
at his/her local branche and learning a new thing according needs of a regional 
manager. 
 
 
System of evaluation of sale representatives 
Sale representatives have a very low base salary, as well as having a percentage of 
sales and bonuses for exceeding of the plan. Of course, in the case of reward of percent 
of sales, this means that the sale representative in Brno with higher turnover is better 
rewarding than in small town. 
 
Sale representatives are evaluated by questionnaire survey of clients and fake 
purchases too. Fake purchases monitor how the sale representative reacts as willing as 
they can meet customer requirements. 
 
 
3.2.5   Estimated cost 
For a description of the economic situation in the company, I tried to estimate the cost 
of new staff, including recruitment procedures and the cost associated with its release. 
To illustrate the situation with human resource management were defined, measurable 
indicator and staff turnover and the costs of new employees. 
 
Staff turnover is roughly 6 employees per year, 5 of them are sale representative, 
according information of director of the TA. It means that from 28 sale representatives 
is 18% new each year. This fluctulation has an impact into a quality services in the TA, 
becourse there is increasing risk of not setisfying of customer, or increasing number of 
errors which means more cost. This amount of cost is not easy to evaluate and 
estimate. Very good indicator is decreasing earnings in the concrete branch, becourse 
there is over 15 yer history of earnings in some branches. And second one indicator is 
a number client´s complaint. 
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I asked regional managers to estimate how huge decreasing of earnings is per month 
when a new sale representative is hired (it is only situation, when the old had gone and 
the new was hire). Very important fact is when the change of sale representative is 
done, a crucial is summer period. The average answer was 17% per mont The same 
question I asked a director and she answered me over 20% per month.  
 
To evaluate the cost of the selection process and the adoption of the new sale 
representative were elected direct cost and oportunity cost. 
 
For the direct costs incurred associated with finding, adoption and trainee sale 
representative may be considered: 
 promotional activity is 8000 CZK per one advertisement in regional newspaper 
(typical price for A5 format)  
 the cost of transport to the headquarters of regional manager is 1000 CZK (fuel, 
amortisation, expenses) 
 the cost of transport to the headquarters of new sale representative is 2000 CZK 
(cost of bus or train and expenses for a week),  
Total direct costs were estimated to 11000 CZK for a process of finding of one new 
sale representative. 
 
 
Oportunity cost related to current system of finding a new sale representative may be 
considered: 
 TA´s director oportunity cost was estimated at about 4500 CZK (there was used 
a finding of average wages published by Czech Statistical Office) and 
multiplied by time spending with a selection process of a new sale 
representative)  
 TA´s 2 regional managers opportunity costs were estimated at about 3500 CZK 
(there was used a finding of average wages published by Czech Statistical 
Office) and multiplied by time spending with a selection process of a new sale 
representative and multiplied two persons) 
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Total opportunity costs were estimated to 8000 CZK for a process of finding of one 
new sale representative. 
 
3.3 Summarization of analyses results 
 
The analytical part aimed to explore real HRM activities, especially: Acquisition, 
selection of employees, adaptation of employees and evaluation of employees in TA. 
There were used questionnaire and interviews for analysing of theese activities.  
Interviews were conducted with a TA director, regional managers and with the owner 
(and founder) of the company. 
 
Individual questionnaires were sent electronically to the all sale representatives of the 
TA. A fill up questionnaires were sent back by post, the questionnaires were 
anonymous. The return ratio of the questionnairies was 75% (i.e. 21 answered 
questionnaires).  The methodology of processing of the questionnaires was affected by 
the fact of a small group of respondents, therefore have been used an indicator of 
robust statistical approach – modus and percentage analyse. 
 
The main finding is that there is no HRM stategy, and some activities from the HRM 
area are missing (e.g. Renumeration in relevation to complex evaluation of sale 
representatives). 
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4.  Results and Proposal 
 
Results and proposals are based on analysis of current activities in the area of HRM in 
the TA, concretely recruitment, selection, adaptation and evaluation of employees. 
According on the available theoretical basis and presented findings I suggest twice per 
year (before and after the summer season) to determine the current state and the needs 
of employees in the TA. This finding has to ensure when and how many employees 
will need to fill in the TA. This finding and all administrative matters should be made 
by a “personal assistant”. There are two assistans in the TA and one of them will 
become the “personal assistant”.  This “personal assistant” has to collect personal 
documents of employee, receive a request for a new position or for a changing 
employee and preaparing materials (mostly CV) for selection of new mployee 
(interview). This position is suggested mainly as the help to the director of TA, 
becourse she is overloaded and their time is expensive to collect material as e.g. CV. 
  
  
4.1  Determining of  job  position 
For more efficient acquisition (and advertisement) process I suggest to transparently 
determine job description in TA generally.  The job description will cover knowledge 
and skills for a position and criterias for selecting the most suitable candidates for the 
position too.  
 
For determining job position´s knowledge, skills and special requirements of a sale 
representative I suggested following questions: 
 What is sale representative power? 
 What is the principal business of sale representative? 
 Are required for the position of sale representative any specific physical 
requirements? 
 What professional knowledge and skills for this position are needed? 
 What education and work experience are best for the job? 
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 What character traits or soft skills are necessary to carry out the work? 
 What are the connections between the work of sale representative and other 
employees of the company? 
 Who assigns work to sale representative and who controls him/her work? 
 When and where is the work done? 
 If yes, how frequently make sale representative business trip abroad? What are 
his/her language skills? 
 Can the work be performed by a person with reduced working ability? 
  
These questions were inspired by Koubek (2007) and modification was done during 
interviews with regional managers. To illustrate, I suggested a model example of sale 
representative job description (see appendices). 
 
 
4.2 Acquisition of sale representative 
In the process of contacting potential candidates for the sale representative, I propose 
to emphasize the fact that it is the TA with a long history. Based on the findings, I 
propose an advertisement for the position of sale representative (see appendices). 
 
I also suggest a systematic, regular basis to address the positions of sale representative 
to former delegates and former employees who did their job well, but for whatever 
reason they gave testimony. In other words, whenever you need a new employee, first 
reach for the former's own resources. 
 
Not to favour for hiring a new sale representative according personal 
recommendations, because this is seen as a negative in the process of evaluation their 
work (too friendly ties that prevent the effective management of employees). 
 
I also suggest co-operation with regional employment offices, especially if it created a 
new job because the company may in some cases, receive a contribution towards the 
employment of a worker. The TA has branches in regions that belong to the highest 
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unemployment rate in Moravia, hence the degree of support for this type of site might 
be interesting for the TA (e.g. in Hodonin could be subvence of wages 50% for one 
year for newly created job position). 
 
 
4.3 Selection of officers travel agency 
At this stage it is necessary that the “personal assistant” to carry out so-called first 
choice, mainly based on CV, references and even a motivation letter. In the second 
round of selection, which will be held at the headquarters, I suggest to do: 
a) knowledge test 
b) semistructured interview sample 
These two elements were choosen on the base analysis of job position. 
 
ad a) Knowledge test should include questions of geographical knowledge, or 
knowledge of specific destinations to the travel agency offers. Furthermore, basic 
knowledge of English and knowledge of ordinary user programs. I propose to ask 
applicants for a specific accommodation such as capacity, with that information, which 
they will not know, may find on the internet. It is likely that candidates will not know 
the details about each accommodation. However, available information can find on the 
internet and can be verified as his ability to focus on the internet and ability to 
understand the English language as well as promptly respond to unforeseen situations. 
 
ad b) “Personal assistant” with the regional manager should prepare a semistructured 
interview. For this purpose I suggested semistructured questionnaire see appendices 
The first part of the questionnaires is asked all the candidates gradually. The second 
part of questionnaires is elected by the regional manager under the current 
development issues and the candidate reaction.  
 
Based on the comparison of the available information about the job and information 
about candidates should be done a decision to accept or not a candidate. Final word on 
the choice of the sale representative should have regional manager. The “personal 
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assistant” will send notification to the best tenderer for a job offer and the other with a 
letter of rejection thanking. 
 
 
4.4 Training of sale representatives 
I suggest to incept a training of a new sale representatives as the process of beginning 
and ending with the adoption sale representatives's assessment of the probationary 
period. Following the adoption of undergoing one-week stay at the headquarters, 
where he will be assigned "patron" who will be inducting him into the work they will 
perform at the branch office and what support can be expected from the headquarters. 
Patron also dedicates new sale representative to work with clients, for example, before 
meeting with the client, the worker will explain what goes on, transmit information 
about the client, after meeting with him talking about how it took place, what to do and 
why and under. Further introduces a new employee with the activities that are 
necessary for the business case administered. 
 
In the process of training, new sale representatives must thoroughly familiar with the 
basic documents in the organization's internal rules, regulations, guidelines, policies 
and standard of services, catalog services. And furthermore, must not only meet, but 
also effectively use the intranet system of documentation and information systems. 
 
The training of the new sale representative should continue with staying by other 
branches with period one branch per week. The content is what is made in each 
branches, how is it made and recognition some specialities of each branches and 
knowledge of colleagues. 
 
Three weeks before the end of the probationary period, and thus the end of training 
suggest that the new sale representative training prepare a report of what the new 
learned, what he thinks the company is doing well and what would be suggested to 
improve. 
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Two weeks before the end of the probationary period, I suggest verifying the new sale 
representative. His/her regional manager will examine knowledge of the documents, 
the issue of sales and services and etc. Reports from enforcement internships at 
headquarters, branches (activity, involvement, communication with clients, and 
communication in the team) and a report reflecting the worker's training course are 
basis according which the decision is made.  
 
4.5   Evaluation of sale representatives 
Based on the analysis, I discovered that the company has only a general evaluation 
system, focusing in particular on the evaluation of a questionnaire survey of clients. I 
suggested on the basis of the theoretical part of the evaluation form for an evaluation 
interview. There are specified areas to be assessed and is based on the method of 
scoring. In drawing up the evaluation form, I had inspired by Martin and Jackson 
(2009) and discuss my evaluation form with director of TA. 
 
 
4.5.1 Evaluation criteria 
 
Personal responsibility 
How an employee accesses the specified tasks, responsibly or carelessly. Whether 
he/she is willing to admit any mistakes or excuse, blame others. By this criterion 
should be evaluated whether the employee is working with care and to work throws 
recklessly without regard to the safety or possible damage. Whether it reflects the 
wider contexts, and how approaches to personal learning and development. 
 
Slim level of personal responsibility means total lack of case employee 
on employment and casual approach. On the opposite side of the scale to move 
worker interested in the happenings in the company as a very responsible attitude to 
work with her related activities. 
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Working assumptions 
Working assumptions are regarding the knowledge and skills of employee to perform a 
work. Evaluation should be mainly related to personality characteristics with the job. 
Whether the employee knows how the work is done and has sufficient knowledge, 
skills and personal attributes to work and perform in the required time and quality. On 
this criterion should be possible to show changes in service education, training and 
development staff. Ghost level in the working assumption reflects the utter 
indifference of the worker, who knows about his work virtually nothing. Very high 
level of contrast, belongs to the worker, whose working conditions are excellent at and 
beyond the requirements of the work place. 
 
Good attendance 
If the employee has no excuse for absenteeism, not relying on such a worker. For 
offenses in attendance to consider the late arrivals and early departures. For scant level 
of regular attendance to consider the oft-repeated and inexcusable violations of 
working time for workers. Worker assessed at the highest level, is present in the work 
from beginning to end every day. 
 
Willingness to accept challenges 
Willingness to accept the tasks of the employee's position on a given task, a task he/she 
can accept without excuse, or have a long persuasion by the task manager or even 
rejected. Ideally, the employee has not been entered general he looks subtasks and task 
manager only to be consulted. The lowest level of willingness to accept challenges is 
in fact the unwillingness and an effort to avoid the job and transferred to someone else. 
Very high level is indicated when the employee receives tasks without answer back 
even new tasks he/she searches. 
 
Efforts in accomplish tasks 
Efforts include speed, diligence, punctuality, perseverance, and similar factors 
necessary to achieve results. As a result little effort is often low quality of their work. 
Scant effort devoted to the task that a worker who completed the task, or is the 
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completion repeatedly asked emphatically. The employee who performs most tasks 
with enthusiasm despite the possible difficulties and complications, is deservedly rated 
very high. 
 
Commitment 
Commitment is an important characteristic of collaboration, including interpersonal 
relationships in the workplace, including senior and subordinate relationship, and vice 
versa. An employee who is trying to avoid the other, is in negotiations unpleasant and 
rude, and not willing to accept other than his opinion, will be assessed at a minimum. 
Conversely an employee with excellent communication skills, which are constructive 
and able to "pull together", will be assessed at a very high level. 
 
Quality of work 
The concept of quality is very subjective, the broader concept can be said that quality 
means the degree of satisfaction of customer requirements. For sale representative, 
there are both internal and external customers. Those inside are his/her colleagues and 
superiors, and those that are external clients. Thus established indicator of the quality 
assessment will be replenished in such amount of praise or reprimand from superiors 
and the positive response from clients or the number of complaints and claims. These 
client complaints, complaints and claims can be obtained from the client questionnaire, 
which the company uses.  Low level of quality means that the results of the worker are 
common and legitimate complaint. Stable work of the highest level in almost all 
aspects of work without reservation means a very high level of quality of work. 
 
A rating scale is a numerical as at school. The form is specified for each level of the 
verbal explanation provided by the evaluators and evaluated an idea of what level of 
performance evaluation criteria of each stage represents. For each criterion there is 
space for additional comments. 
 
I propose that the evaluation carried out twice per a year, before and after the sommer 
season. 
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4.6 Renumeration in relevation to complex evaluation of sale 
representatives  
Sale representative have a very low base salary, as well as having a percentage of sales 
and bonuses for exceeding the plan. I propose to reduce bonuses by 20% in excess of 
the plan and the amount used as a reward to employees who will reach the best rating. 
The metric of evaluation I chose relatively so that this part of the remuneration will be 
divided proportionately according to points gained between 20% best-rated employees. 
 
Practically, this means that ther will be aggregated score of 20% best-rated employees 
and their total points will be 100% of the amount (20% bonus reward) and the 
employee receives a share equal to its points evaluation to sum of points of 20% best-
rated employees. 
This system will contribute to greater internal competition among employees. I think 
that a certain degree of (healthy) competition is needed among sale representatives. 
 
 
4.7 Other recommendations 
I also particularly on the basis of interviews identified factors that may negatively 
affect human resources management in the TA. 
 
There is not great respect for the hierarchy, the system management of TA is rather 
informal, in the workplace there are very friendly relations. This approach is 
counterproductive in certain situations, especially when the subject made a mistake 
and should be granted by the supervisor sanctions. This situation has also negatively 
affect other employees do not feel as much responsibility for their work. I recommend 
to management of TA more formalized procedures for dealing with employees and use 
directives to the company. I believe that the director may conduct its own highly affect 
management style throughout the organization (eg, by establishing clear rules on when 
and will abide by them, namely the granting of sanctions for failure to staff the task, or 
breach of the directive). 
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TA is facing the following problems because the firm more than 90 percent of women, 
relatively often, the new employee after the probationary period that he is pregnant. 
This fact also contributes to high staff turnover. A typical example of reducing the 
quality of services provided by the TA as a result of increased volatility is the annual 
infocesta for employee / dealer. This infocesta runs in a season, retailers are allowed to 
watch a given destination, thus helping to improve the quality of consumer 
information. Regularly happens that the TA staff  leave and come to a new employee, 
resulting in lower quality in the provision of information on the resort potential 
customer. Large fluctuations are also reflected in the fact that new employees know 
their potential customers do not know how they act on what they are sensitive and 
know their needs. Now this should prevent the above-mentioned personnel planning, 
search and recruitment needed to ensure the operational activities. 
 
Furthermore, I recommend to management of TA to change the view that "We are 
hiring anyone who will for thoose (small) money to work”. It is essential that the 
executives were aware that the employee is the most valuable asset of the company, 
because too lightly is always a loss of quality, trained and informed staff. 
 
4.8 Estimation of financial benefit 
There is very tought to evaluate a financial benefit of proposals.  There should be used 
an approach based on comparing of erning before and after implemented proposals.  
Suppose that implemented proposals decreas employee turnover from 5 to 4 per year, 
than there will be less cost in amount of approximately 11000 CZK. But main 
significancy is not to decrease earnings. There is made very rough estimations of cost 
of exchange sale representative could reach 1-1,5% of monthly earnings. 
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5.  Conclusion 
The aim of the thesis was a complex suggestion of personal activities covering 
acquisition, selection, adaptation and evaluation of employees in the travel agency. 
 
In the theoretical part, I have defined the activities relating to the acquisition, selection, 
adaptation and evaluation of staff. In recruiting, I focused on possible sources and 
methods available. In the process of selecting staff is devoted to its division into 
phases prior to selection, the actual selection and final decision. The choice I have 
stressed that it is always important to choose an appropriate and valid method or a 
combination thereof. Furthermore, I have focused on worker training and opportunities 
for its effective implementation. Finally, I have paid considerable attention to 
evaluating staff, in relation to their pay. In this section I focus on the methodology of 
making the questionnaire as diagnostic tools for analyzing human resource 
management system in the company, and also the problem of semistructured 
interviews. 
 
In the analytical part, I have explored real HRM activities, especially: Acquisition, 
selection of employees, adaptation of employees and evaluation of employees in travel 
agency. There were used questionnaire and interviews for analysing of theese 
activities.  Interviews were conducted with a travel agency director, regional managers 
and with the owner (and founder) of the company. The main topics of interview was 
focused on the main HRM activities. Individual questionnaires were sent electronically 
to the all sale representatives of the travel agency. A fill up questionnaires were sent 
back by post, the questionnaires were anonymous. The return ratio of the 
questionnairies was 75% (i.e. 21 answered questionnaires).  The methodology of 
processing of the questionnaires was affected by the fact of a small group of 
respondents, therefore have been used an indicator of robust statistical approach – 
modus and percentage analyse.  
 
The main proposals to consider: 
•  transfer the personal agenda to the so-called “personal assistant” of director 
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• proposing a system of recruitment and selection of new sale representative  
• training of new sale representatives 
•  proposing a system of regular evaluations and renumeration of sale 
representative 
•  declaration of clear lines of formal communication to the rules and compliance 
and punishing employees for failure to comply with directives or failure of 
tasks 
 
Practical benefits of thesis I see this especially in the formulation of clear 
recommendations that can management of travel agency serve as a guide for the 
establishing a complex suggestion of personal activities covering acquisition, 
selection, adaptation and evaluation of employees in the travel agency, which can 
help to a company to be more competitive on the market.  
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Appendices 1:   Interviewing checklist 
 
BEFORE  
 Familiarise yourself with the job description and person specification. 
 Read the application form and/or CV. 
 Meet the rest of the interview panel to agree the division of question areas and roles to be played- 
eg. chair, scribe, timekeeper.  
 Arrange the interview at an appropriate time and place. I Book the venue. i Inform the applicant 
well in advance, providing details of location, time, expected duration, need for preparation, travel 
expense provisions, number of stages in the selection process, etc. 
 Ask if special arrangements need to be made - eg a personal loop system for a candidate who is 
hard of hearing. 
 Confirm the arrangements with the panel members. i Notify security and reception of the 
arrangements. i Ensure that the venue is private and that interruptions will not occur. I Allow 
enough time between interviews for breaks, discussions, and completion of assessment forms and, 
at the end of all the interviews, for a full review. 
DURING 
   Start on time.  Start with a welcome.  Seek to establish rapport. 
  Explain the purpose of the interview, the stage in the selection process and that notes will be taken 
to provide a record of the interview.  Ask relevant questions (see Table 5.5).  Allow the applicant 
to do the majority of the talking.  Listen actively. 
 
  Do not seek to fill silences (or you may discourage the candidate from providing more 
information). 
 Observe non-oral behaviour (and check anomalies between this and the oral messages).  Check 
gaps, omissions, or contradictions.  Check claims re level and type of experience.  Use a logical 
sequence of questions and provide links between sections.  Provide brief information on the job 
and organisation.  Allow sufficient time for the applicant's questions.  Ensure that the candidate's 
responses are noted by relevant panel members.  Keep control of the content and timing.  
Summarise.  Close on a positive note - thank the candidate and reiterate the next stage of the 
process. 
AFTERWARDS 
  Compare the information gained about the applicant with the person specification requirements. 
 Complete the assessment form after reaching agreement with the panel members. 
 Follow up the interview with the appropriate documentation - eg an invitation to the next stage, a 
rejection letter 
Source: Martin and Jackson (2009) 
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Appendices 2: Types of interview questions 
 
Generally questions should be: 
 
open            to encourage full responses eg Tell me about...' 
probing        to check information provided in the application or interview eg What?, Why?, How?, 
                     Explain ... 
 
Probing questions include hypothetical or situational or behaviour-based questions to elicit practical 
experience or judgement; and 'contrary evidence' questions to check an assumption made about the 
candidate by seeking evidence to the contrary. 
 
Closed questions - ie those demanding a yes or no response - should be used only for clarification or 
control - eg bringing a line of questioning to its conclusion. 
 
                                                       The funnel approach 
                                                                   Open 
                                                                   Probing 
                                                                   Closed 
 
There is recommend a funnelling approach, as indicated above.  Start with an open question -eg Tell me 
about your current responsibilities' - followed by progressively narrower probing questions - eg 'What 
experience have you had of formal negotiating situations?' At the end of this section of questioning there 
should be used a closed question such as 'So would it be accurate to say that you have had limited 
experience in formal negotiating situations, and if you are successful in being offered this vacancy, you 
would welcome specialist training in this area?' The candidate is very likely to say yes, effectively 
bringing about a 'full-stop' to this section. Then should be provided a link to the next section of 
questioning ~ eg Thank you for your responses to those questions; we will now move on to discuss ...' 
 
The following types of questions should generally be avoided: 
 
leading          eg 'You are fuliy trained in the use of an XYZ Personnel Information System, aren't you?'   
                      (The candidate knows exactly what answer you are looking for here!) 
 
multiple         eg Tell us about your educational background, your career history to date, and your   
                      strengths and weaknesses.' 
                      (By the time the candidate has finished telling you about his or her educational  
                      qualifications, you will probably both have forgotten what else you asked.  
                      Further, a clever candidate will undoubtedly telf you about his or her strengths but  
                      ignore the issue of weaknesses!) 
 
Source: Martin and Jackson (2009) 
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Appendices 3:   Total coded results obtained from the questionnaire  
 
Resp./question 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 
A 3 3 1 2 1 1 2 1 1 1 1 2 1 2 2 
B 1 2 1 2 1 1 1 1 3 1 1   2 1 3 
C 2 4 1 1 1 1 2 2 2 2 3 1 2 2 2 
D 1 3 2 2 2 1 2 2 4 2 3 1 2 2 1 
E 2 3 1 1 1 1 2 1 2 3 1 3 2 2 2 
F 3 4 2 2 2 2 1 1 1 1 2 1 1 2 5 
G 1 3 2 2 1 1 2 2 2 2 3 2 1 2 2 
H 2 1 2 2 2 1 2 1 2 2 2 2 3 2 2 
I 3 2 1 1 2 2 1 1 3 3 1 2 3 2 2 
J 1 3 1 2 1 2 2 1 2 3 1 1 2 2 3 
K 1 2 3 2 1 1 2 1 2 2 2 1 2 2 2 
L 2 4 1 1 2 1 2 1 1 1 1 2 1 2 2 
M 3 2 2 2 1 1 1 1 3 1 1 1 2 1 3 
N 2 3 2 1 1 1 2 2 1 2 3 2 3 2 2 
O 1 3 1 2 2 1 2 2 2 2 2 2 3 2 1 
P 3 3 1 2 1 1 2 1 2 3 3 3 3 2 2 
Q 2 4 2 1 1 2 1 1 1 1 3 1 1 2 4 
R 3 3 2 2 2 1 2 2 4 2 1 2 1 2 2 
S 2 1 2 2 1 1 2 1 2 2 3 1 3 2 2 
T 2 3 1 2 1 2 1 1 3 3 3 1 2 2 2 
U 1 3 1 1 1 1 2 1 2 3 1 1 2 2 1 
                                
MODUS 2 3 1 2 1 1 2 1 2 2 1 1 2 2 2 
Source: Own research 
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Appendices 4: Model job description – Sale repesentative of travel 
agency 
 
Job Position: Sale representative 
  
Immediate superior function:  Branch manager TA 
Relationship to other posts: none subordinates, actively 
cooperate with other officers TA and transmits the necessary 
information.  
Characteristics of work:  Preparation and delivery trips, providing 
information to clients and sales trips. 
  
Main duties: 
1. Deal with cooperating travel agency, freight and insurance. 
2. Provide our clients with Information of tours, insurance 
options, transportation, entrance formalities optional services to 
each destination  
3. Sell services offered, including their combinations according to 
the client and performed with the  
4. Keep records of sales for trips taken and payments issued  
5. Deal with any complaints and claims 
  
Education: Secondary with GCE 
Special skills: geographical knowledge, knowledge of reservation 
systems, basic knowledge of English 
Required Experience:   1 year in office, or travel agency for the 
position of the seller or a six-month experience běhenm study of 
tourism. 
Mental requirements and personal characteristics: politeness, 
manners, friendliness, communication skills, readiness, ability for 
social contact and the art of dealing with people. 
Processing date: 
Prepared by: 
Source: Own suggestion 
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Appendices 5: An advertisment text for sale representative   
 
 
                              TRAVEL AGENCY 
 
 
   Our subsidiary  in OLOMOUC is  searching  for  new   sale representative 
 
 
 
Requirements:  
 upper secondary education 
 at least a basic knowledge of English  
 geographical knowledge 
  communication 
  manners and politeness know dealing with people 
 knowledge of user programs on the PC 
 1 years experience in the travel office , agency from a similar position or  six-
month placements during travel 
 pleasant behavior, 
  criminal integrity 
 responsibility, reliability, accuracy 
 
 
We offer:  
 a pleasant working environment 
 adequate salary 
 employee benefits and other corporate benefits 
 including the possibility of foreign study tours 
 
 
 
Date from: xx.xx. 2010 Curriculum Vitae (form can be found at www.x) with a 
cover letter and photographs   by xx.xx.2010  address :     prsonalni@xy.cz 
 
 
Source: Own suggestion 
 
 
 
 
 
 
 
 
 73 
Appendices 6: Questions for the structured interview 
 
                                Questions for the structured interview: 
  
How do you refill the work reported travel agent? 
Why did you apply for this position? 
You know what the clients and the type of holiday focusing our travel agency? 
Have you visited with us ever offered  destinations,   are now in their holiday, travel or study? 
Which travel agencies have collaborated in the past? 
Are you willing to work especially in the summer months, more than eight hours a day? 
Do you mind that you would during the summer holidays not using holidays? 
What is your idea of a salary? 
In the event that you selected when you  can start to work?  
Any Questions? 
Part Unstructured interview: 
Discuss some interesting facts from the biography. 
Source: Own suggestion 
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Appendices 7: Employee Performance Evaluation 
  Employee Performance Evaluation   
Employee’s Name: Evaluation Period: Evaluation Date: 
  From:                                   To:   
Performance Factors Performance Expectations: Comments and/or examples Body 
Personal responsibility     
Working conditions 
     
Good attendance     
Willingness to accept 
challenges     
Efforts to accomplish tasks     
Commitment 
     
Quality of work 
     
Total     
Employee’s Comments     
Employee’s Signature     
Rater’s Name     
Employee’s Name     
 
Verbal expressions of evaluation scale: 
1) Outstanding*  
2) Exceeds Expectations  
3) Meets Expectations  
4) Needs Improvement  
5) Unsatisfactory*  
 
DEFINITIONS OF PERFORMANCE RATING CATEGORIES  
OUTSTANDING*-The employee has exceeded all of the performance expectations for this factor and 
has made many significant contributions to the efficiency and economy of this organization through 
such performance. 
 EXCEEDS EXPECTATIONS - The employee regularly works beyond a majority of the performance 
expectations of this factor and has made significant contributions to the efficiency and economy of this 
organization through such performance. 
 MEETS EXPECTATIONS - The employee has met the performance expectations for this factor and 
has contributed to the efficiency and economy of this organization.  
NEEDS IMPROVEMENT - The employee has failed to meet one or more of the significant 
performance expectations for this factor.  
UNSATISFACTORY* - The employee has failed to meet the performance expectations for this factor. 
 
